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PICKING UP THE PIECES 
Susie Reizen says Andrew caused 
"pure devastation· for some 
employees ... 
Employees responded to requests 
for help with generous donations 
of food, water, clothing and other 
critically needed supplies ... 
Human Resources' April 
McDougall was one of several 
employees who went to Miami to 
help with relief and recovery 
efforts ... 
H 
urricane Andrew -
walloping South 
Florida with a force 
that leveled 85,000 
homes and left more than 300,000 
South Floridians homeless -
"was an absolute nightmare," 
says Southern Region Vice 
President Nick Stam. 
The latest damage estimates 
are in the $30 billion range, 
making Andrew the nation's 
costliest hurricane ever. 
'We expect full recovery could 
take 24 to 36 months," says Ernie 
Brodsky, Northeast Region Vice 
President, who is now in Miami 
serving as on-site coordinator for 
the company's relief efforts. 
"Providing relief to employees, 
customers and providers is our 
primary concern," says Brodsky. 
"Because of the magnitude of the 
destruction, we've planned 
immediate, intermediate and 
long-term recovery efforts." 
In addition to the thirty BCBSF 
families whose homes and 
property were completely 
destroyed, five of the company's 
major accounts, including the 
City of Homestead, were 
devastated by the hurricane, 
whose maximum wind speed was 
clocked at 164 miles per hour. 
'We're continuing to assess the 
damages suffered by retirees, 
customers and providers," says 
Brodsky. "Our plans are to do 
whatever we can to ensure that 
they obtain the help and support 
they need in the coming weeks 
and months." 
Immediately after the August 
24-25 disaster, BCBSF rallied to 
help its employees, customers 
and providers, as well as others 
in the Kendale and Homestead 
communities that were most 
severely affected by the storm. 
Donations of clothing, non­
perishable goods and critically 
Top photo: With winds clocked at up to 164 miles per hour, Hurricane Andrew was 
powerful enough to rip trees out of the ground. Bottom photo: Supplies of drinking 
water were among South Florida's most valuable resources after the disaster. 
needed supplies were delivered 
to the Miami and Fort Lauderdale 
offices, which miraculously, 
suffered very little physical 
damage. Although power and 
water services were affected for 
several days, service was soon 
restored and employees were able 
to return to work. 
"We spent the first few days 
trying to make sure all our co-
workers were safe," says Miami's 
Marlene Almanza, Human 
Resources. "With all the 
destruction, street signs were 
down, roads were all but 
impassable, and, of course, phone 
service was almost nil." 
"We set up a hotline number 
for employees to call us with 
information about how they 
continued on page 2 
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hurricane hotline 
Employees who wish to hear the latest 
information on the recovery and relief 
efforts may call the ASPEN system for 
updates. The number is 
(904) 791-8721. 
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were, what kinds of damage 
they'd suffered, and where they 
were staying," says Almanza. 
"Mostly we were in shock; the 
destruction was overwhelming." 
On August 28, a crew of 
employees from Facilities and 
Office Services loaded up a 
convoy of five trucks with 
plywood, nails, heavy-duty 
plastic sheeting and other 
supplies and headed for Miami. 
Working through the 
weekend, they were able to 
repair damages to the homes of 
several employees. "We also 
helped other residents as much as 
we could," says Bob Hamilton, Bob Hamilton, Jeff Croosmun and Randy Irey help repair a anoorker 's home. 
supervisor of Engineering. "One woman stopped 
us and said she was a single parent with three 
children and had no one to help her. We patched 
up her shattered windows and stopped her roof 
from leaking." 
''We left 150 sheets of plywood and 500 pounds 
of nails down there, but it will take so much more 
to repair and rebuild," says Hamilton. "You just 
can't believe how much damage there is until you 
see it first hand." 
Employee Services Specialist Randy Abernathy 
also made the trip to Miami the first Friday after 
Andrew hit. "When you fly into Miami, it doesn't 
look that bad, but once you get down on the 
ground, you notice that the streetlights are 
missing, the telephone poles are gone and 
everything is mass confusion. 
"Our first priority was the housing issues, 
trying to get the employees whose homes were 
destroyed into temporary shelter," says 
Abernathy. "We put our folks in executive 
apartments or hotel rooms, although even that 
was a challenge because of the damages. 
in the spotlight 
"One of the first hotel rooms that we tried to 
check into had extensive water damage and, 
ironically, no water service. You had to use bottled 
Evian to brush your teeth." 
Abernathy says a catastrophe like Andrew 
brings out the best in some people and the worst 
in others. 
"I talked to one employee who had just lost her 
home, and yet she was in the office, doing 
whatever she could to help out the others. 
"Another employee and her husband left their 
damaged home to pick up supplies, and while 
they were gone their home was looted." 
A team of Human Resources employees is still 
in the Miami office, helping with the recovery and 
relief efforts. ''We're here to provide emotional 
support and help with their immediate and long­
term needs," says Joan Sherfel, manager of 
Employment and Employee Relations, 
Corporate /Regions. 
During the week after Andrew struck, 
employees were also comforted on-site by two 
professional counselors to help them deal with 
the Jacksonville office to spend 
last weekend in tireless efforts to 
reach stricken co-workers and 
attend to their needs in the wake 
of Andrew. 
absence of street signs - they 
too were a victim of the fierce 
winds. People trying to go for 
help "didn't know where to go," 
he said. Hammaker flew down 
on Friday night and returned 
home late Sunday after a 
weekend that included "trying 
to find shelter for the homeless" 
and bringing a tractor-trailer of 
ice into the hardest hit 
Like A Village Aller 
A Bombing Run 
The storm damage made parts 
of south Aorida look like 
Vietnam after a bombing run, 
according to Chuck Hammaker, 
director of Security and Asset 
protection. Hammaker was 
among several employees from 
"I compare the devastation I 
saw in Homestead to what I saw 
in 1968 in Vietnam after a B-52 
run had leveled a village ... 
except for the craters," said 
Hammaker. "The concrete poles 
were snapped at the ground ... 
mobile homes turned upside 
down like tin foil... one concrete 
block building had four blocks 
left," he said. 
Hammaker said the 
confusion was heightened by an 
neighbor hoods. 
Employees were also helped 
to secure their damaged homes 
and vans were dispatched to 
recover valuables from the 
damaged dwellings. ■ 
feelings of loss, grief and anger. 
''We'revery concerned with 
helping our employees through 
this tragedy," says Susie Reizen, 
Marketing Service/Retention 
Manager, Southern Region. "Not 
just now, but also down the road. 
How will they feel months from 
now? It was pure devastation for 
some of them." 
The corporate and regional 
response, says Reizen, will go a 
long way toward easing the pain 
South Florida is feeling. 
"We've seen a tremendous 
outpouring of support from our 
co-workers and from the 
company as a whole," says 
Reizen. 
The BCBSF Employees' Club 
Monica Pozo sorts through the many boxes of donated food and supplies. 
set up collection boxes throughout the 
Jacksonville and regional offices and handled cash 
donations from employees. So far, says Employee 
Services' Karen Morris, employees have donated 
more than $10,000 in cash, as well as scores of 
other critically needed items. Florida Combined 
Life made a financial donation of $5,000. The 
BCBS Association and individual member plans 
have pledged their support. The South Carolina 
Bill Flaherty visited the Southern Region after the hurricane struck. 
in the spotlight 
The Power 01 Faith 
And Prayer 
The merciless winds that 
eventually destroyed a good 
part of Dianne Washington's 
house first roused her from a 
sound sleep with its "howling." 
By the time it ended, "part of my 
house blew away," said 
Washington, a customer service 
employee. A pastor's wife, she 
works in the Fort Lauderdale 
office but lives near the Perrine 
and Cutler Ridge areas in 
Miami. 
"By the time they announced 
that the storm was coming this 
way, it was too late to leave," 
said Washington, who attributes 
her family's survival of the 
storm's wrath to the power of 
their faith and prayer. "The 
wind was already howling. It 
was awesome." 
The howling soon turned into 
the fearsome sound of a roaring 
locomotive -as windows blew 
out throughout the house and 
torrents of wind-whipped rain 
began to flood the home. 
Washington, her husband and 
son sought shelter in a closet 
until the windows broke. "My 
husband said we better move so 
we went to the bathroom." It 
was there they rode out the 
plan, with memories of 
Hurricane Hugo still strong, was 
among the first to respond after 
the disaster. 
BCBSF President Bill Flaherty 
and other members of executive 
staff have visited the Southern 
Region to reassure employees of 
the company's long-term 
commitment to the recovery 
efforts. 
As soon as the immediate 
physical and emotional needs of 
the Southern Region were met, 
attention turned to the providers 
and customers. Group-by-group 
surveys were conducted last 
continued on page 4 
worst of the storm -a 
harrowing four-hour stretch 
between 2 and 6 a.m. "There 
was no place to go," she said. 
The pitch of Hurricane 
Andrew was such that 
Washington said she couldn't 
tell when her carport and its 
attachment were blown away. 
''The beams are still standing." 
But even when the storm was 
at its worst, Washington said, "I 
trust God and that's what got me 
through." Washington said they 
are currently staying "with our 
church mother" in Fort 
Lauderdale. ■ 
South Florida 
Recovery Workgroup 
Formed 
To help the employees, customers and 
providers in the Southern Region who 
were affected by Hurricane Andrew, a 
corporate relief team with 
representatives from throughout the 
company was formed soon after the 
August 24-25 disaster. 
The team will help with personnel, 
policy and operations issues, as well 
as evaluate the employee, business 
and community issues resulting from 
the hurricane. 
Full recovery could take 24 to 36 
months, according to Ernie Brodsky, 
vice president of the Northeast Region, 
who is now in Miami serving as the 
on-site coordinator for the company's 
relief efforts. 
Included on the South Florida 
Recovery Workgroup are the following 
employees: 
Randy Abernathy, Human 
Resources, HOC-1 T, 791-8467 
Tony Benevento, Direct Under 65 
Operations, FC2-4, 363-5265 
Mike Butler, Finance Systems 
Project, JMA, 363-4451 
Smith Coffey, Northeast Region 
Operations, JXM, 448-3204 
Marianne Elden, Public Relations, 
HOC-19T, 791-8075 
Tony Favino, Senior Management 
Consultant, HO C-20T, 791-6103 
Chuck Hammaker, Security/Asset 
Protection, HO C-19T, 791-8018 
Bob Hester, Legal, HOC-19T, 
791-6093 
Mike Jones, Facilities, HOC, 30H, 
791-8487 
Ed Keiser, Healthcare Programs, 
HCS-2, 363-5846 
Bob Lufrano, Human Resources, 
HOC-20T, 791-6567 
Suman Makker, PARO 
Administration, HOC-3C, 791-8429 
Paul Mitalas, Program Management, 
HCS-3, 363-5870 
Sharon Pastorius, Public Relations, 
HOC-19T, 791-6192 
Tony Penna, Telecommunications, 
HOC 9T, 791-8776 
John Phelps, Risk Management, 
HOC-19T 
Clay Robertson, Local Group 
Operations, FC2-2, 363-5226 
Mario Rubio, Medicare B Customer 
Service, HOC-15T, 791-6953 
Charles Scott, Medicare B, 
HOC-12T 
Joan Sherfel, Human Resources, 
HOC-1T 
Brooks Stone, Direct Product 
Management, FC2-3, 363-5359 
Fran Watkins, Medicare B, Provider 
Education, RIV-1, 791-8337 
Deb Williams, Human Resources, 
HOC-1T, 791-6660 
Pat Williams, Medicare A, HOC-18T, 
791-8155 
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How You Can Help 
Thank you for your generous 
donations to date. They've been very 
helpful and are greatly appreciated 
While the immediate needs of our 
employees in the Southern Region 
have been met, there are still many 
pressing needs, especially in the 
community. Employees are advised 
not to go to Miami, in consideration of 
the housing and transportation 
problems, but there are many ways 
you can help employees or South 
Florida residents. 
For employees 
If you'd like to make a monetary 
contribution to our employees' long­
term needs, you can contribute to a 
special fund established by our 
BCBSF Employees' Club, c/o Karen 
Morris, RHOC-1T.These funds will be 
earmarked to benefit our employees 
who suffered losses during the storm 
and will be allocated at the discretion 
of an Employees' Club director 
committee. (Contributions are not tax­
deductible to the donor.) 
If you'd like to contribute to the 
Miami community relief effort, the 
American Red Cross is a qualified, 
tax-deductible concern performing 
relief efforts in South Florida. 
Community needs 
The list of needs for the 
community change daily, but there are 
a number of items that are always 
wel�ome. These include: canned 
goods and other non-perishable food 
items, diapers and other baby 
supplies, can openers, batteries, 
toiletries, first-aid supplies, 
sunscreen, garbage bags, charcoal 
and small grills, pet foods and kitty 
litter, insect repellent and bottled 
water. Heavy-duty gloves, lumber, 
nails, roofing materials, heavy-gauge 
plastic and other supplies would also 
be helpful to people as they begin 
work on their damaged homes and 
property. 
Take your donations to the nearest 
collection area in your community, 
such as those set up at local Burger 
Kings, Pizza Huts, Publix stores, 
Eckerd Drug stores, Home Depot 
stores, Pie N Save stores or the 
American Red Cross or Salvation 
Army. 
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week to determine what impact the hurricane had 
on our networks. Deering Hospital in Dade 
County was the only one of 29 network hospitals 
closed after the storm, but several of our group 
customers were severely affected. The 455-
subscriber municipality of Homestead and South 
Dade Community College were demolished. 
Radio ads that began two days after the 
hurricane hit told customers and providers that 
BCBSF was open and serving customers. 
Newspaper advertisements began Sunday, 
August 30 listing telephone numbers for 
customers, subscribers and providers to call if 
they needed help with their business. 
Because of the enormity of the disaster, 
repercussions will be felt for months 
to come. But the company's message 
will remain focused on helping the 
community so scarred by the 
devastating storm. 
"As we proceed with relief and 
reconstruction efforts, we will work 
to meet the needs of our employees, 
customers and providers," says 
Ernie Brodsky. "We want the people 
of South Florida to know we care 
and we're committed to being an 
integral part of the reconstruction 
and recovery process." ■ 
Full recovery frum Hurricane Andrew cvuld take 24 to 36 nwnths. 
in the spotlight 
Every Second Was 
An Eternity 
Mariaelena Alvarez's voice still 
chokes with emotion when she 
talks about the night her home 
was destroyed -Andrew 
ripped off the roof while she 
huddled in a tiny windowless 
bedroom with friends, family 
and house pets. 
''The wind was blowing more 
and more, the windows 
shattered - every second was 
an eternity," said the Senior 
Auditor, fighting back tears. 
Alvarez: "We thought we going 
to blow away -the roof of my 
bedroom blew away and the 
ceiling collapsed. The roof flew 
away and things were going 
from one place to another." 
At first, according to Alvarez, 
her neighborhood in Perrine 
was not one of those targeted for 
evacuation. "But we got water, 
candles and matches just in case 
they cut the power," she said. 
By 4 p.m. Sunday, a total of 14 
family and friends -including 
her own husband, father and her 
own four children -were ready 
to ride out the storm. 
"At 11:30, they said our zip 
code had to evacuate -but by 
then the shelters were already 
full so we fixed the windows 
with wood," Alvarez said. They 
also took the closet doors off 
their hinges and used them to 
protect the front and back doors. 
As the frenzied winds 
escalated the assault on her 
home, Alvarez said she and her 
family "were going from one 
place to another." They finally 
settled in the smallest room in 
the house with all 14 people, 
dogs and even the pet parrot. 
'We couldn't leave the 
animals outside," said Alvarez. 
The sheer fury of the storm 
made the house "tremble," she 
said. "Things were knocking 
against the walls, the electrical 
transformer was all different 
colors of electricity, and a car 
went on fire - it was the end of 
the world." 
Alvarez: "We were praying 
aloud, all 14 of us -even the 
children who were mumbling 
because they don't know how to 
pray." 
The end of the storm was just 
the beginning of the ordeal for 
Alvarez and her family, who 
survived the next three days 
without water or electricity or 
sleep. But Alvarez maintained 
her community spirit - co­
workers laud her long history of 
helping those less fortunate in 
the community. 
"All of the neighbors, we 
started to help each other. We 
all put our food together and 
gave portions to everybody," 
she said. Alvarez also had 
special praise for Blue Cross and 
Blue Shield of Florida for 
coming to her rescue. 
''The company put me in an 
apartment for a month, a 
maintenance team went hunting 
for my house to board the 
windows and the company also 
gave me supplies, food and a 
cash advance. They helped me a 
lot." 
In retrospect, however, the 
ordeal of Hurricane Andrew 
was something Alvarez "would 
not wish on her worst enemy. 
The sound was like that of a 
strange animal going right 
through your bones." ■ 
